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IN THE CLAIMS 
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112. (New) A method for providing data collection from a client at a data 
collection mechanism, the method comprising: 

collecting from a client during a communication session a first portion of data using 
an automated data collection mechanism and using at least a portion of a first script 
comprising one or more queries for information to the client; 

associating the client with a live agent during the communication session based at 
least in part on an event associated with the client's interaction with the automated data 
collection mechanism; 

populating at least a portion of a second script with at least some of the first portion of 
data collected from the client during the communication session; and 

after associating the client with the live agent and during the communication session, 
collecting a second portion of data from the client using the second script, wherein the second 
script comprises at least one query for information not yet presented to the client by the first 
script. 

113. (New) The method of Claim 112, wherein the first script comprises an 
interactive voice response script capable of speech recognition. 

114. (New) The method of Claim 112, wherein the first script comprises an 
HTML-based script. 

115. (New) The method of Claim 112, wherein the first script comprises a plurality 
of queries. 

116. (New) The method of Claim 115, wherein the first portion of data comprises 
answers in response to the queries associated with the first script. 

117. (New) The method of Claim 116, wherein the first portion of data comprises 
queries and answers associated with the first script. 

118. (New) The method of Claim 112, wherein the second script comprises an 
HTML-based script. 
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119. (New) The method of Claim 112, wherein the second script comprises a 
second plurality of queries that are substantially similar to a first plurality of queries 
associated with the first script. 

120. (New) The method of Claim 119, further comprising: 

generating an agent assistance signal in response to the event associated with the 

client; 

marking the first script at a query where the client was associated with the live agent; 

and 

associating at least some of the first portion of data with the live agent, the at least 
some of the first portion of data comprising one or more answers of the client associated with 
the one or more queries presented by the first script. 

121 . (New) The method of Claim 112, wherein the second script is based at least in 
part on a portion of the first script used to collect the first portion of data. 

122. (New) The method of Claim 112, wherein the second portion of data 
comprises one or more answers of the client in response to one or more queries of the live 
agent. 

123. (New) The method of Claim 112, wherein the second script comprises at least 
one of the one or more queries for information presented to the client by the first script. 

124. (New) The method of Claim 112, wherein the first portion of data and the 
second portion of data are stored in common memory accessible to the data collection 
mechanism and the live agent. 

125. (New) The method of Claim 112, further comprising after collecting the 
second portion of data from the client using the second script and during the communication 
session, associating the client and the second portion of data with the automated data 
collection mechanism to collect a third portion of data using the first script. 



DALO 1:925063.1 



Attorney's Docket No.: 
074535.0104 



11 



PATENT APPLICATION 
10/672,723 



126. (New) The method of Claim 125, further comprising: 

marking the second script at a query where the client was associated with the 
automated data collection mechanism; and 

populating at least a portion of the first script with the second portion of data collected 
at the live agent, wherein the first script comprises at least one of the one or more queries for 
information presented to the client by the second script and wherein the first script comprises 
at least one query for information not yet presented to the client by the second script. 

127. (New) A system capable of providing data collection from a client at a data 
collection mechanism, comprising: 

an automated data collection mechanism operable to collect from a client during a 
communication session a first portion of data using at least a portion of a first script 
comprising one or more queries for information to the client; 

a live agent operable to collect from the client during the communication session a 
second portion of data using a second script, wherein the client is associated with the live 
agent during the communication session based at least in part on an event associated with the 
client's interaction with the automated data collection mechanism, wherein at least a portion 
of the second script is populated with at least some of the first portion of data collected from 
the client during the communication session, wherein the second script comprises at least one 
of the one or more queries for information presented to the client by the first script, and 
wherein the second script comprises at least one query for information not yet presented to 
the client by the first script. 

128. (New) The System of Claim 127, wherein the automated data collection 
mechanism comprises an interactive voice response system. 

129. (New) The System of Claim 127, wherein the automated data collection 
mechanism comprises an interactive web-based system. 

130. (New) The System of Claim 127, wherein the second script comprises a 
second plurality of queries that are substantially similar to a first plurality of queries 
associated with the first script. 
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131. (New) The System of Claim 130 5 wherein the automated data collection 
mechanism is operable to mark the first script at a query where the client was associated with 
the live agent, and wherein the first portion of data is associated with the live agent, the first 
portion of data comprising one or more answers of the client associated with one or more 
queries presented by the first script. 

132. (New) A method for providing data collection from a client at a data 
collection mechanism, the method comprising: 

collecting from a client during a communication session a first portion of data using a 
first data collection mechanism and using at least a portion of a first script comprising one or 
more queries for information to the client; 

associating the client with a second data collection mechanism during the 
communication session based at least in part on an event associated with the client's 
interaction with the first data collection mechanism; 

populating at least a portion of a second script with at least some of the first portion of 
data collected from the client during the communication session; and 

after associating the client with the second data collection mechanism and during the 
communication session, collecting from the client a second portion of data using the second 
script, wherein the second script comprises at least one of the one or more queries for 
information presented to the client by the first script, wherein the second script comprises at 
least one query for information not yet presented to the client by the first script, and wherein 
the second data collection mechanism populates at least the at least one of the one or more 
queries for information presented by the first script of the second script. 

133. (New) The method of Claim 132, wherein the first data collection mechanism 
comprises an interactive voice response system. 

134. (New) The method of Claim 132, wherein the first data collection mechanism 
comprises an interactive web-based system. 

135. (New) The method of Claim 132, wherein the first data collection mechanism 
comprises a live agent. 
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136. (New) The method of Claim 132, wherein the second data collection 
mechanism comprises a live agent. 

137. (New) The method of Claim 132, wherein the first script comprises an 
interactive voice response script capable of speech recognition. 

138. (New) The method of Claim 132, wherein the first script comprises an 
HTML-based script. 

139. (New) The method of Claim 132, wherein the first script comprises a plurality 
of queries. 

140. (New) The method of Claim 139, wherein the first portion of data comprises 
answers in response to the queries associated with the first script. 

141. (New) The method of Claim 140, wherein the first portion of data comprises 
queries and answers associated with the first script. 

142. (New) The method of Claim 132, wherein the second script comprises an 
HTML-based script. 

143. (New) The method of Claim 132, wherein the second script comprises a 
second plurality of queries that are substantially similar to a first plurality of queries 
associated with the first script. 

144. (New) The method of Claim 143, further comprising: 

generating an assistance signal in response to the event associated with the client; 

marking the first script at a query where the client was associated with the second data 
collection mechanism; and 

associating the first portion of data with the second data collection mechanism, the 
first portion of data comprising one or more answers of the client associated with one or more 
queries presented by the first script. 
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145. (New) The method of Claim 132, wherein the second script is based at least in 
part on a portion of the first script used to collect the first portion of data. 

146. (New) The method of Claim 132, wherein the second portion of data 
comprises one or more answers of the client in response to one or more queries of the second 
data collection mechanism. 

147. (New) The method of Claim 132, wherein the second script is generated by 
one of the data collection mechanisms. 

148. (New) The method of Claim 132, wherein the first portion of data and the 
second portion of data are stored in common memory accessible to the first data collection 
mechanism and the second data collection mechanism. 

149. (New) The method of Claim 132, further comprising after collecting the 
second portion of data from the client using the second script and during the communication 
session, associating the client and the second portion of data with the first data collection 
mechanism to collect a third portion of data using the first script. 

150. (New) The method of Claim 149, further comprising: 

marking the second script at a query where the client was associated with the first data 
collection mechanism; and 

populating at least a portion of the first script with the second portion of data collected 
at the second data collection mechanism, wherein the first script comprises at least one of the 
one or more queries for information presented to the client by the second script and wherein 
the first script comprises at least one query for information not yet presented to the client by 
the second script. 
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151. (New) A system capable of providing data collection from a client at a data 
collection mechanism, comprising: 

a first data collection mechanism operable to collect from a client during a 
communication session a first portion of data using at least a portion of a first script 
comprising one or more queries for information to the client; 

a second data collection mechanism operable to collect from the client during the 
communication session a second portion of data using a second script and to populate at least 
a portion of the second script with at least some of the first portion of data collected from the 
client during the communication session, wherein the client is associated with the second data 
collection mechanism during the communication session based at least in part on an event 
associated with the client's interaction with the first data collection mechanism, wherein the 
second script comprises at least one of the one or more queries for information presented to 
the client by the first script, wherein the second script comprises at least one query for 
information not yet presented to the client by the first script, and wherein the second data 
collection mechanism populates at least the at least one of the one or more queries for 
information presented by the first script of the second script. 

152. (New) The System of Claim 151, wherein the first data collection mechanism 
comprises an interactive voice response system. 

153. (New) The System of Claim 151, wherein the first data collection mechanism 
comprises an interactive web-based system. 

154. (New) The System of Claim 151, wherein the first data collection mechanism 
comprises a live agent. 

155. (New) The System of Claim 151, wherein the second data collection 
mechanism comprises a live agent. 

156. (New) The System of Claim 151, wherein the second script comprises a 
second plurality of queries that are substantially similar to a first plurality of queries 
associated with the first script. 
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157. (New) The System of Claim 156, wherein the first data collection mechanism 
is operable to mark the first script at a query where the client was associated with the second 
data collection mechanism, and wherein the first portion of data is associated with the second 
data collection mechanism, the first portion of data comprising one or more answers of the 
client associated with one or more queries presented by the first script. 
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